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12% 
Question #: 21 
1D: 3709 Which of the following is a physical barrier to providing optimal patient care? 
Corect 
P Flag question Select one: 
(e ce A semi-private and private counselling area % 


No cash register at the prescription counter ® 


A barrier to separate the dispensary v 
counter so the pharmacists are not 
interrupted by customers 


Rose Wang (ID:113212) this answer is correct. The 
dispensary counter should be at floor level so that 
pharmacists can see their patients. 


Work islands being used for dispensing rather than traditional linear counters * 


| Correct} 

Marks for this submission: 1.00/1.00. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify possible sources of physical barriers in the pharmacy. 

BACKGROUND: 

There should be a minimal amount of physical barriers that separate the pharmacists from the patients. The 
dispensary counter should be at floor level so that pharmacists can see and converse with their patients. 
Pharmacists should be accessible to the patients and free from technical activities of the pharmacy 
dispensary. The distribution process should be separated from the cognitive process completed by the 
pharmacist. Semi-private or confidential counselling areas are key in protecting the patient and the 
pharmacy. The more physical barriers there are between the pharmacist and patient, the lesser of a 


welcoming environment exists. Safety should always be considered when planning a pharmacy which is why 
there is still a distinct dispensing area of pharmacies. 


RATIONALE: 

Correct Answer: 

(Option #3): The dispensary counter should be at floor level so that pharmacists can see their patients. 
Incorrect Answers: 


(Option #1): A counselling area is not a barrier. In fact, it is a recommendation to help overcome barriers to 
providing optimal patient care. 

(Option #2): When no register exists at the prescription counter, patients can pay attention to what the 
pharmacist says rather than look through their wallet to find the desired payment method. 

(Option #4): Using islands for dispensing is not a barrier. In fact, itis a recommendation to help overcome 
the barriers to providing optimal patient care. 


LEARNING OBJECTIVE: 

Dispensary counters should not restrict a pharmacist’s point of view to patients, Pharmacists should be able 
to see and talk to patients to easily answer questions. Counselling areas are mandatory in pharmacies. 
REFERENCE: 

[1] NAPRA. Resources for Pharmacy Operators. https://napra.ca/general-practice-resources/resources- 
pharmacy-operators 


The correct answer is: A barrier to separate the dispensary counter so the pharmacists are not interrupted by 
customers 


Question #: 22 


1D: 35624 You have received a new prescription for a patient for lorazepam 1 mg to be taken once daily x 30 
days from Dr. Mullen. You notice the patient has already received 30 tablets of lorazepam four days 
ago from Dr. Abek with the instruction to take 1 tablet at bedtime. Dr. Abek works at a different clinic 


Corect 


Question #: 23 


1D: 3722 


Corect 


z nd Feedback 


unan vi. munen. 
What is the next most appropriate step? 


Select one: 


Do not dispense and send the patient to another pharmacy % 


Call the police since she is multi-doctoring ® 


ae: = Rose Wang (ID:113212) this answer is correct. The prescribing physician should be 
aw called only if the patient gives consent and the patient's medication history should be 
explathe discussed prior to any dispensing. The physician may refuse to release the 

situation prescription after this information is disclosed to them. 


Call Dr. Abek and explain the patient's medication history * 


{ Correct | 

Marks for this submission: 1.00/1.00. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify appropriate steps in a case with multiple doctoring medications. 
BACKGROUND: 


Under the Controlled Drugs and Substances Act (CDSA), a person who has received a prescription for a 
narcotic shall not seek or receive another prescription or narcotic from a different physician without telling 
that physician about every prescription or narcotic that he or she has obtained within the previous 30 days. 


The prescribing doctor should be called with the patient's consent and the patient's medication history 
should be discussed prior to any dispensing, The doctor may refuse to release the prescription after this 
information is disclosed to the physician. Police do not need to be involved since it is a legal document (not 
stolen, forged). It is professionally unacceptable to not take responsibility. You should deal with this issue by 
calling the prescribing physician. 

Privacy is not an issue with this case, because you can assume that you have a patient's implied consent to 
share information with other healthcare providers within the "circle of care" and the physician who prescribed 
the medication definitely falls under this circle of care. 

A patient can withdraw this implied consent by expressly stating in writing that you cannot share their health 
information with other healthcare providers. But even then, you can still override their wishes and can contact 
the physician in most provinces and territories if you believe the disclosure is necessary to prevent "bodily 
harm to an individual or a group of individuals." A patient causing harm unto themselves through the abuse 
of narcotics qualifies for this exception. 

RATIONALE: 

Correct Answer: 

(Option #3): The prescribing physician should be called only if the patient gives consent and the patient's 
medication history should be discussed prior to any dispensing. The doctor may refuse to release the 
prescription after this information is disclosed to the physician. 


Incorrect Answers: 


(Option #1): It is professionally unacceptable to not take responsibility. You should deal with this issue by 
calling Dr. Mullen. 

(Option #2): Police do not need to be involved since it is a legal document (not stolen or forged). 

(Option #4): Calling Dr. Abek is not the best answer as Dr. Abek’s prescription is already filled. As a result itis 
not as concerning when compared to Dr. Mullen’s prescription which you have in your hands. 


TAKEAWAY/KEY POINTS: 


When a patient appears to be double doctoring, the most recent prescribing physician should be contact to 
confirm the prescription. 


REFERENCE: 


[1] Government of Canada. Controlled Substances. https://www.canada.ca/en/health-canada/services/health- 
concerns/controlled-substances-precursor-chemicals/controlled-substances.html 


The correct answer is: Call Dr. Mullen and explain the situation 


All of the following are examples of beneficial communication strategies EXCEPT: 


Select one: 


Avoiding eye ¥ 


cance Rose Wang (ID:113212) this answer is correct. Lack of eye contact is a sign of 


lack of confidence or insincerity. 
Smiling% 
Professional clothing % 


Variation in tone 3% 


(Correct | 
Marks for this submission: 1.00/1.00. 


Question #: 24 


1072 


Corect 


Y Fag question 


TOPIC: Communication & Education 

LEARNING OBJECTIVES: 

To identify appropriate nonOverbal communication strategies. 
BACKGROUND: 


Body language and verbal communication are key to patient communication. Providing patient-friendly 
language and body language tips can enhance patient relationships and increase trust in healthcare 
professionals. Body language is the use of physical behaviour, expressions, and mannerisms to communicate 
nonverbally, often done instinctively rather than consciously. Non-verbal body language can enhance patient 
relationships to improve trust and create a warm and welcoming environment. Non-verbal communication 
may indude smiling where appropriate, an open body position and straight posture. Variation in one's tone 
of voice can keep patients’ interest and attention level to ensure they listen to your important counselling 
points. Other verbal communication strategies include repeating a patient's chief complaint and asking 
open-ended questions. 


Eye contact is important to create a trustworthy environment. Lack of eye contact may create doubt and 
reduce trust and confidence in others. 


RATIONALE: 

Correct Answer: 

(Option #1): Lack of eye contact is a sign of lack of confidence or insincerity. 
Incorrect Answers: 


(Option #2): Smiling when appropriate is a friendly non-verbal communication technique. 
(Option #3): Taking care of one's appearance makes a good impression on patients or clients. 
(Option #4): Variation in tone is a method to show different emotions. 


TAKEAWAY/KEY POINTS: 
Eye contact is a useful tool to build trust and enhance communication with patients. 
REFERENCE: 


[1] Segal J, Smith M, Boose G, Jaffe J. Nonverbal Communication: Improving Your Nonverbal Skills and 
Reading Body Language. Helpguide.org. http://www.helpguide.org/articles/relationships/nonverbal- 
communication.htmlé. 


The correct answer is: Avoiding eye contact 


If a patient asks a question that is beyond the scope of your practice, the best response would be to: 


Select one: 


Make your best guess based on what you know % 
Change the subject ¥ 


Tell the patient that ¥ 
yeulall ihm the Rose Wang (ID:113212) this answer is correct. Putting in the research 


correctanswer and time to answer a patient's question and reporting back to them is 
the best option in this scenario. 


Give them a book on the subject * 


| Correct | 

Marks for this submission: 1.00/1.00. 
TOPIC: Communication & Education 
LEARNING OBJECTIVE: 

To identify how to manage patient inquiries. 
BACKGROUND: 


Patients often ask questions that require research or a reference search. Avoid rushing your answer to satisfy 
the patient. When a question is outside of your scope, take time to research the necessary references and 
provide a conclusion in patient-friendly language. Changing the subject, dismissing the question or providing 
an educated guess may not provide the best answer for a patient. Avoid giving resources or directing 
patients to references as you have the training to appropriately find answers in these resources. 


RATIONALE: 
Correct Answer: 


(Option #3): Putting in the research and time to answer a patient's question and reporting back to them is 
the best option in this scenario. 


Incorrect Answers: 


(Option #1): Guessing is not the best option in this scenario. 
(Option #2): Changing the subject does not answer this patients’ questions, 
(Option #4): Giving a patient resources for them to sift through is not the best option. 


TAKEAWAY/KEY POINTS: 


Patient questions sometimes require time and research before a proper answer is given. Do not rush your 
search in order to provide an educated guess or quick answer. 


REFERENCE: 
[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 


McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapter4/index.html. 


The correct answer is: Tell the patient that you will find them the correct answer 


Question #: 25 


1D: 43981 You are a pharmacy manager at your local hospital. You are planning for in-house education of the 
pharmacy assistants you have on staff as they are preparing to become regulated pharmacy 


oF technicians. 


Y Flag question 


Send Feedback 


All of the following should be completed in the process of creating a training program EXCEPT: 


Select one: 
Prepare objectives based on the staff's needs % 
Planning material for the staff to review prior to the workshop % 
Completing pre-learning assessments of the session * 


Providing staff with areas of {v 
improvement only as opposed to 

the areas in which they are 

performing well 


Rose Wang (ID:113212) this answer is correct. During 
the program, it is important that the pharmacy assistants 
receive constructive feedback on their performance. 


Completing post-learning assessments of the session % 


[corect] 

Marks for this submission: 1.00/1.00. 

TOPIC: Communication & Education 

LEARNING OBJECTIVE: 

To identify how to prepare an educational program for hospital technicians. 
BACKGROUND: 


When planning an educational program, it is important to consider the learning needs of the audience and 
tailor the content and language accordingly. Consider using interactive methods to try and capture the 
audience's attention. Inform the audience that questions and feedback are welcome. Assigned pre-reading 
may help prepare the audience for the upcoming presentation. Pre and post-learning assessments can help 
the presenter understand how successful their presentation was in conveying the information. Constructive 
criticism, balancing positive and negative aspects, is important when reviewing others’ actions. 


RATIONALE: 
Correct Answer: 


(Option #4): During the program, it is important that the pharmacy assistants receive constructive feedback 
on their performance. 


Incorrect Answers: 


(Option #1): The training objectives should be based on the needs of the the audience. 
(Option #2): Your audience can be given reading materials prior to the workshop. 

(Option #3): Pre and post-learning assessments should be standard practice for assessing the learning of a 
workshop or education provided. 

(Option #5): Pre and post-learning assessments should be standard practice for assessing the learning of a 
workshop or education provided. 


TAKEAWAY/KEY POINTS: 


Constructive feedback, which has both positive and negative comments, is better than only providing 


negative feedback. 
REFERENCE: 


[1] Dobkin BA, Pace RC. Communication in a Changing World - Listening and Responding to Others. 
McGraw-Hill Global Education Holdings, LLC. 
http://highered.mheducation.com/sites/0072959827/student_view0/chapter4/index.html. 


The correct answer is: Providing staff with areas of improvement only as opposed to the areas in which they 
are performing well 


Finish review 
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